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ARTICLE INFO ABSTRACT 

The internet banking has changed the way of banking 
business. Gone are the days where one has to visit the bank 
during banking hours and stand in a long queue for 
transacting. Now one need not personally visit the bank 
during banking hours, but can transact at his /her own 
convenient time. What are required for this are the bank 
account and some internet knowledge. The internet has 
perpetrated everyone’s life and thus moving to internet 
banking does not seem to be difficult for the people. This 
paper tries to analyze the satisfaction level of internet 
banking users of Dindigul Talk of Tamil Nadu. Apart from 
analyzing the satisfaction level of the users, the other 
objectives of the paper are to find out their awareness level 
towards various services of internet banking and study the 
problems faced by them in availing this service. 

Copyright © 2015 IJASRD. This is an open access article distributed under the Creative Common Attibution 
License, which permits unrestricted use, distribution, and reproduction in any medium, provided the original 
work is properly cited. 

INTRODUCTION 

Banks have traditionally been in the forefront of harnessing technology to improve 
their products, services and efficiency. They have, over a long time, been using electronic 
and telecommunication networks for delivering a wide range of value added products and 
services. The delivery channels include direct dial-up connections, private networks, public 
networks etc., and the devices include telephone, personal computers including the 
automated teller Machines, etc., With the popularity of PCs, easy access to internet and 
world wide web (WWW), Internet is increasingly used by banks as a channel for receiving 
instructions and delivering their products and services to their customers. This form of 
banking is generally referred to as internet banking, although the range of products and 
services offered banks vary widely both in their content and sophistication. 
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From the perspective of banking products and services being offered through internet, 
internet banking is nothing more than traditional banking services delivered through an 
electronic communication backbone, via internet. Thus internet banking with its wide 
wings has penetrated through the lives of all people. At this juncture, it is worth knowing 
how this new delivery channel has created an impact on the users. Thus, an attempt has 
been made to analyze the satisfaction level of the internet banking users in the Dindigul 
area. 

1.1 Objectives: 

The objectives of the study are as follows: 

1. To study the difficulties faced utilizing internet banking. 

2. To study the awareness and utilization level of bank customers about the net 
banking services of their banks. 

3. To analyze the satisfaction level of respondents towards the internet banking 
services. 

4. To offer suitable suggestions for increasing the utilization level of the customers 
using net banking. 

1.2 Hypotheses: 

On the basis of the objectives mentioned above following hypotheses framed and tested. 

1. Awareness about Phishing attack is low. 

2. There is no significant relationship between demographic factors such as age, 
gender, marital status, education, occupation, income, and living with the level of 
satisfaction towards the usage of internet banking facilities. 

1.3 Scope of the Study: 

The scope of the study is restricted to Dindigul Talk only. The main scope is to study 
the satisfaction level of customers towards the net banking services of banks. Hence the 
study excludes those who do not use net banking. The study is undertaken in the time 
period between November 2014 and January 2015. 

1.4 Literature Review: 

Chellappa. K (2002) identified four trust elements embedded within the trust 
model for interest based usage. Protection is the process through which the customers are 
satisfied that their personal information is sufficiently preserved. Verification is related to 
the accuracy of the domain name Authentication is the process through which an internet 
merchant can be established via a trusted third party guarantees. Non-repudiation are 
mechanisms to ensure that the customer can be certain that he/ she is communicating with 
the genuine serve or vice versa. 

Kim and Prabhakar (2005) found in their study that a form of technology 
acceptance, advanced that while there is one trust or (the online banker) there are two 
trustees (the internet as a banking medium, and the financial institution offering the 
interest banking services). The internet itself has many trust - based dimension, including 
correctness (proper outputs for each input), availability, reliability, security, and 
survivability (capability to provide a level of service under adverse conditions). Marketers 
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and sociologists have advanced that trust can be transferred or influenced by others, as in 
the case inword-of mouth referrals. 

Young De Robert (2006) attempts to identify those factors of internet only 
business models which have been successful and those which have been a failure. He 
concluded that the internet only banking model is potentially viable for the banks. But he 
further quoted that there is no guarantee that these internet only banks continue to exist in 
the future too. The internet based banking can ensure high volume and low cost strategy for 
delivering the basic banking services. 

Wang and pho (2010) have commented that numerous Vietnamese banks have 
launched online banking services to offer improved service to the existing customers and 
attract new ones. This study focused on this issue and attempted to identify the 
determinants of customer intention to use online banking. The study demonstrated the 
inspiring result that brand credibility also positively affects customer intention to use. 
Incorporating complimentary relationship into the Website quality model, this study 
provides a new model for measuring website quality in online banking. The factor reliability 
and validity are high and satisfactory. 

Jeevan (2011) observed that the internet banking has transformed the brick and 
mortar based banking to click and portal based banking and enabled banks to offer low 
cost and high value added financial services. He commented that changes in technology, 
competition and lifestyles have changed the face of banking and banks in the present 
environment are looking for alternative ways to provide differentiated services. He also 
found that online banking has come out as a significant strategy for banks to attract and 
retain customers. 

Chandra and Sharma (2011) have made an empirical study to evaluate the 
existence and format of privacy policies adopted by different banks of India regarding the 
conduct of online banking through their websites. The results of the survey revealed that 
only 43% of the banks have posted their privacy policies on their websites. Most of the 
banks' websites have registration forms for different services in PDF (Portable documents 
File) format. So there is no real time interaction with these banks. This survey also revealed 
that there is no universal standard format for privacy policy in India. The survey concluded 
that it will be very helpful for online banking customers, if there is any authority to monitor 
and control the proper format and points included in the privacy policies for banks. 

Zahid Nauman, et. al., (2011) examined the online banking user’s behavioral 
characteristics. Respondents from three renowned universities within Rawalpindi and 
Islamabad areas participated in the survey. Only perceived usefulness was found 
significantly related with acceptance of online banking while the other two such as privacy 
and security, and quality of internet services were insignificantly related with the 
acceptance of online banking. The reason for less significant relationship of security and 
privacy can be that, customers of banks are well satisfied with the security measures 
provided to them by their banks and therefore this factor also showed insignificant 
influence of privacy and security in the research. 

RESEARCH METHODOLOGY 

This study is both primary data and secondary data. The secondary data were 
collected from journals, books, magazines, article and websites. The primary data were 
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collected from 110 respondents who are using the net banking services. The researcher has 
adopted the convenient sampling method and used an interview schedule for collecting this 
data. The respondents include customers using the net banking services of public 
sector banks, old private sector banks & new private sector banks. The following tools 
were used for this analysis: Percentage Analysis, Mean and Standard Deviation, Chi Square 
Analysis. 

2.1 Limitation of the Study: 

The study is based on the non - random sampling method. A sample of only 110 
respondents was taken from the talk of Dindigul. Since the sample size of this study is 
limited, the results of this study may not be applicable to the entire universe. 

RESULTS AND DISCUSSION 

In table No.l Demographic Variables of the sample respondents are presented. 

Table - 1: Demographic Variables 


Particulars 

Total Users 

Valid 

Frequency 

Percentage 

Age 

Below 25 years 

19 

17.30 

25 to 40 years 

55 

50.00 

Above 40 years 

36 

32.70 

Total 

110 

100.00 

Gender 

Males 

83 

75.50 

Females 

27 

24.50 

Total 

110 

100.00 

Marital Status 

Married 

70 

63.60 

Unmarried 

40 

36.40 

Total 

110 

100.00 

Education 

HSC 

6 

5.50 

UG 

34 

30.90 

PG 

55 

50.00 

Diploma 

7 

6.40 

Professional 

8 

7.30 

Total 

110 

100.00 

Occupation 

Students 

10 

9.10 

Private Employees 

22 

20.00 

Government Employees 

26 

23.60 

Business 

19 

17.60 

Professional 

33 

30.00 

Total 

110 

100.00 
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Monthly Income 

Below Rs. 20,000 

41 

37.30 

Rs. 20,000 to 50,000 

45 

40.90 

Above Rs. 50,000 

24 

21.80 


Total 

110 

100.00 

Living Place 

Rural 

33 

30.00 

Urban 

77 

70.00 

Total 

110 

100.00 


Source: Primary Data 
Inference: 

It is divulge from the above Table 1 that out of 110 respondents, exactly half of 
the respondents are between 25 and 40 years of age, 75.5 per cent are males and 63.6 
per cent are married. Further exactly half of the respondents are post graduates, 30 per 
cent of them are serving the community is professionals, and majority are earning a 
monthly income of 20,000 to 50,000. 

There are many banks offering these internet banking services. Further people 
have availed these services for years together on the advice of the banks, friends, 
relatives and the like. The following Table 2 presents the details about these matters. 

Table - 2: Period of Using Banking Operations 


Particulars 

Total Users 

Valid 

Frequency 

Percentage 

Name of the 

Bank 

Nationalized Banks 

34 

30.90 

State Bank Group 

26 

23.60 

New Private Sector 

37 

33.60 

Old Private Sector 

13 

11.80 

Total 

110 

100.00 

Gender 

Up to 5 years 

65 

59.10 

5 to 10 years 

28 

25.50 

Above 10 years 

17 

15.50 

Total 

110 

100.00 

Period of Using 
internet 

Banking 

Up to 5 years 

87 

79.10 

5 to 10 years 

21 

19.10 

Above 10 years 

2 

1.80 

Total 

110 

100.00 

Waiting Time 
after applying 

Less than 3 days 

44 

40.00 

3 to 7 days 

33 

30.00 

8 to 30 days 

30 

27.30 

More than 30 days 

3 

2.70 

Total 

110 

100.00 

Adoption of Net 

Bank's Advertisements 

12 

10.90 
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banking 

Self-initialization 

65 

59.10 

Friend's recommendation 

12 

10.90 

Bank's recommendation 

19 

17.30 

Relative Recommendation 

2 

1.80 

Total 

110 

100.00 

Access Net 
Banking 

Own personal computer 

70 

63.60 

System at Office 

30 

27.30 

Mobile phones 

9 

8.20 

Cafes 

1 

0.90 

Total 

110 

100.00 


Source: Primary Data 
Inference: 

It is known from the above table 2 that out of 110 respondents, 33.6 per cent are 
having accounts in new private sector banks like ICICI, HDFC Bank etc. Majority of 
the respondents ( 79.1 per cent) are using net banking services for less than 5 years, it 
shows that these net banking services are gradually getting penetrated in this area. 
Self-initialization has played a vital role in adopting net banking in the case of 59.1Percent 
of the respondents. Also sample data represents duration of account maintenance, 
waiting time after applying and mode used to access their net banking account. 

The use of net banking certainly poses the question of security to the vital financial 
data. So the first step ensured by the banks in security of net banking is the use of two 
passwords, one is to login and other is to transact. The details relating to the passwords 
related matters are presented in the following Table 3. 

Table - 3: Difficulties Relating to Password 


Particulars 

Total Users 

Valid 

Frequency 

Percentage 

Difficulty in 

remembering 

password 

Nationalized Banks 

24 

21.80 

State Bank Group 

86 

78.20 

Total 

110 

100.00 


Cannot reveal 

2 

1.80 


Memory 

68 

61.80 

Storage of 

Mobiles with security lock 

17 

15.50 

Password 

Mobiles without security lock 

5 

4.50 


Diary 

18 

16.40 


Total 

110 

100.00 

Aware of 

Aware 

81 

73.60 

changing 

Not Aware 

29 

26.40 

password 

Total 

110 

100.00 

Difficulty in 

Difficulty 

22 

20.00 
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changing 

password 

No Difficulty 

88 

80.00 

Total 

110 

100.00 

Action to be taken 
in case of forgot 
password 

Using "Forgot Password" button 

61 

55.50 

Visiting the branch 

38 

34.50 

Do not know 

11 

100.00 

Total 

110 

20.00 

Action to be taken 
in case of forgot 
login ID 

Re-register online 

37 

33.60 

Re-register through personal 
visit 

62 

56.40 

Do not know 

11 

10.00 

Total 

110 

100.00 

Charges for re- 
generating 
password / ID 

Charges are there 

11 

10.00 

No Charges 

65 

59.10 

Do not know 

34 

30.90 

Total 

110 

100.00 


Source: Primary Data 
Inference: 


It is known from the above Table 3 that out of 110 respondents, 78.2 per cent of 
them do not have any difficulty. 

In remembering the passwords, 61.8 per cent have stored their passwords in their 
memory and 73.6 percent are aware of changing the passwords frequently as insisted by 
the banks as a part of the security measure. Further a majority of them are aware of 
what is to be done in case of forgetting about the passwords or login IDs. 

The most common form of security threat in the usage of internet banking is the 
phishing technique. Phishing is a willful attempt to acquire user’s credential information, 
by masquerading as an official in an electronic communication. The Oxford English 
Dictionary defines phishing as the "fraudulent practice of sending e-mails purporting to be 
from reputable companies in order to induce individuals to reveal personal information 
such as passwords and credit card numbers online". 

Table - 4: Gives Details About the Respondents’ Awareness About This Phishing Attack 


Particulars 

Total Users 

Valid 

Frequency 

Percentage 

Aware of 
phishing 

Aware 

24 

21.80 

Not Aware 

86 

78.20 

Total 

110 

100.00 

Steps taken 
to escape 
from phishing 

Access websites using URL 
and ensuring security symbol 

25 

22.70 

Access websites using URL and 
using virtual keyboard 

15 

13.60 

Access websites URL, ensuring 

16 

14.50 
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security symbol and using 

virtual keyboard 




Ensuring security symbol, 

using virtual keyboard and do 
not access through search 
engines 

18 

16.40 


Using virtual keyboard, do 
not access through search 
Using engines, do not reply to 
fake mails and use anti — 
virus software 

24 

21.80 


virtual key board and anti - 
virus software 

12 

10.90 


Total 

110 

100.00 


Source: Primary Data 
Inference: 

Thus the above Table 4 reveals that out of 110 respondents, a majority of 78.2 
per cent are not aware of term 'Phishing'. Thus the hypothesis that "Awareness about 
Phishing Allack is low" is accepted. But they do follow certain precautionary steps as 
insisted by the banks like accessing the bank's website only using the full URL 
(Uniform Resource Locator) web address, do not accession the website from search 
engines, using virtual keyboard to log in and the like. A majority of 22.7 per cent of the 
respondents are accessing websites using URL and ensuring the presence of security 
symbol. 

The internet Banking has enabled the users to do transactions in their convenient 
timing, sitting at their homes. Thus they book railway tickets, pay utility bills and the like 
with few clicks of the mouse. The following Table 5 presents the details of the purposes of 
using net banking. 

It is understood from the above Table 5 that out of 110 respondents, exactly 50 per 
cent are using it for enquiring the balance for less than 5 times a month. Also it is known 
that only 39.1 per cent are using it for paying the Electricity bill and 40.1 per cent are using 
for telephone bill payments. The sample data also represents the other purpose for which 
the respondents are using the net banking facility. 

Tables - 5: Purpose of Using Net Banking (in month) 


Particulars 

Total Users 

Valid 

Frequency 

Percentage 

Balance Enquiry 

Less than 5 times 

55 

50.00 

5 to 10 times 

22 

20.00 

More than 10 times 

31 

28.20 

Not Using 

2 

1.80 


Total 

110 

100.00 

Statement of Accounts 

Less than 5 times 

68 

61.80 
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5 to 10 times 

11 

10.00 

More than 10 times 

10 

9.10 

Not Using 

21 

19.10 


Total 

110 

100.00 

Quick Statement View 

Less than 5 times 

46 

41.80 

5 to 10 times 

13 

11.80 

More than 10 times 

18 

16.40 

Not Using 

33 

30.00 


Total 

100 

100.00 

Funds Transfer - Within 
Banks 

Less than 5 times 

54 

49.10 

5 to 10 times 

10 

9.10 

More than 10 times 

14 

12.70 

Not Using 

32 

29/10 


Total 

110 

100.00 

Funds Transfer - Other 
Banks 

Less than 5 times 

50 

45.50 

5 to 10 times 

10 

9.10 

More than 10 times 

6 

5.50 

Not Using 

44 

40.00 


Total 

110 

100.00 

Utility Payments: EB 
Payment 

Once in Two Months 

43 

39.10 

Not using 

67 

60.90 


Total 

100 

100.00 

Telephone Bill 

Payment 

Once in a month 

45 

40.90 

Not Using 

65 

59.10 


Total 

110 

100.00 

Railway Ticket 

Booking 

Once in a month 

27 

24.50 

1 to 5 times in a year 

3 

2.70 

Not using 

80 

72.80 


Total 

100 

100.00 

Insurance Premium 

Once in a month 

27 

24.50 

1 to 5 times in a year 

3 

2.70 

Not using 

80 

72.80 


Total 

110 

100.00 

Institutional Fees 

Less than 5 times 

11 

10.00 

Not Using 

99 

90.00 


Total 

110 

100.00 
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Less than 5 times 

33 

30.00 

Online Shopping 

5 to 10 times 

3 

2.70 


Not using 

74 

67.30 


Total 

110 

100.00 


Less than 5 times 

8 

7.30 

Mobile Recharge 

More than 10 times 

3 

2.70 


Not using 

99 

90.00 


Total 

110 

100.00 


Source: Primary Data 
Inference: 

There are varieties of services that can be availed in internet banking facility offered 
by the banks. For this purpose, the users have to be aware of those services, only then they 
can utilize them. The following Table 6 shows the details of the awareness and utilization 
of various services of net banking. 

It can be well known from the above Table 7 that out of 110 respondents, only 1.8 
percent of the respondents are not utilizing the balance enquiry facility. They think that it 
is not necessary as they utilize the other features like quick statement view, statement of 
accounts and the like. Also about 5 percent of the respondents are not aware of the fund 
transfer facility in 

Tables - 6: Awareness and Utilization of various services in Internet Banking 


Particulars 

Total Users 

Valid 

Frequency 

Percentage 

Balance Enquiry 
facility 

Aware but not utilizing 

2 

1.80 

Utilizing the same 

108 

98.20 

Total 

110 

100.00 

Quick Statement 
View 

Not Aware 

5 

4.50 

Aware but not utilizing 

28 

25.50 

Utilizing the same 

77 

70.00 

Total 

110 

100.00 

Change Password 

Aware but not utilizing 

35 

31.80 

Utilizing the same 

75 

68.20 

Total 

110 

100.00 

Edit Profile 

Not Aware 

21 

19.10 

Aware but not utilizing 

39 

35.50 

Utilizing the same 

50 

45.40 

Total 

110 

100.00 

Fund Transfer - 
Within Banks 

Not Aware 

5 

4.50 

Aware but not utilizing 

27 

24.50 
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Utilizing the same 

78 

71.00 

Total 

110 

100.00 

Fund Transfer - 
Other Banks 

Not Aware 

6 

26.40 

Aware but not utilizing 

38 

34.50 

Utilizing the same 

66 

60.00 

Total 

110 

100.00 

Utility Payments 

Not Aware 

29 

26.40 

Aware but not utilizing 

38 

34.50 

Utilizing the same 

43 

39.10 

Total 

100 

100.00 

Tax Payments 

Not Aware 

20 

18.20 

Aware but not utilizing 

53 

48.20 

Utilizing the same 

37 

33.60 

Total 

110 

100.00 

Statement of 

Accounts 

Not Aware 

6 

5.50 

Aware but not utilizing 

15 

13.60 

Utilizing the same 

89 

80.90 

Total 

110 

100.00 


Source: Primary Data 
Inference: 

Net banking they have applied for net banking only for enquiring balance at their 
convenient time. They are afraid of the security attacks involved in the fund transfers. The 
sample data further represents the awareness and utilization level of other important 
services of net banking. 

Though there are many advantages in using net banking, there are certain problems 
in using it. The List of problems faced by the respondents and the ranks given to them are 
presented in the following Table 6. 

Table - 7: Problems in Internet Banking 


Problems 

Rank 

Mean of Ranks 

SD 

Less personal contact 

1 

3.40 

3.79 

Lack of trust in the bank's website 
and security 

2 

3.26 

4.01 

Fear of hidden costs 

3 

3.22 

3.70 

Fraudulent activities by employees 

4 

3.20 

3.99 

Absence of desired services 

5 

2.97 

3.51 

Legal risks 

6 

2.93 

3.73 

High charges for transferring 
funds 

7 

2.67 

3.50 


Volume 02, Issue 01, Version I, Jan - Mar’ 2015 


58 




































Raja et at., (2015) 


Fear of loss of vital data when the 
bank's server crashes 

8 

2.63 

3.52 

Security problem 

9 

2.43 

2.88 

Problem in transferring funds 
beyond business hours 

10 

2.37 

2.97 

Server being tOO busy 

11 

2.26 

2.83 


Source: Primary data 

Inference: 

From the above analysis, one can form an opinion that people fear of less personal 
contact with the bank branch officials as the first problem in using net banking. Further 
lack of trust in banks website and security also pose a serious problem to the users. But at 
the same time, they gave least importance to the problems like transferring funds beyond 
business hours and server being too busy. 

As far as the standard deviation o the problems are concerned, there is a higher 
variability in the opinion of the respondents in the case of lack of trust in the bank's website 
and security, whereas there is more or less same opinion about the problem of server being 
too busy. 

In the following Table 7, the demographic factors like age, gender, marital status, 
education, occupation, income and living place are related with the satisfaction factor with 
the help of Chi Square Test to identify their relationship, 

Table - 8: Demographic Factors 


Demographic Factors 

Chi Square 
value 

Table 

value 

Significance @ 

5 percent Level 

Age and Satisfaction 

9.53 

9.49 

Significant 

Gender and satisfaction 

1.26 

5.99 

Not Significant 

Marital status and 

Satisfaction 

4.09 

5.99 

Not Significant 

Education and satisfaction 

11.92 

15.51 

Not Significant 

Occupation and satisfaction 

14.17 

15.51 

Not Significant 

Income and satisfaction 

4.33 

9.49 

Not Significant 

Living and satisfaction 

1.55 

5.99 

Not Significant 


The above Chi -Square analysis reveals the result that except the age factor, the null 
hypothesis that ' gender, marital status, education, occupation, income and living place do 
not influence the satisfaction level of the respondents' is accepted since the calculated value 
is less than the Table value. Where the null hypothesis relating to "age does not influence 
the satisfaction level of te respondents" is rejected. The reason for its rejection may be due 
to the experience of the different age group respondents about the internet banking. 

CONCLUSION 

Thus it was noted from the study that internet Banking have pervaded throughout 
the life. The middle aged people and much interested in using internet banking. The banks 
are taking steps to increase its net banking utilization among other people too. The users 
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have started using this facility just recently and for less than 5 years. As regards storage of 
password, 98.9 percent of the respondents have revealed the places when they have stored 
their passwords. It may be a due or a hint to the password thieves. 

So the banks may start advising their customers not reveal the places where they 
store their passwords in addition to its present advice asking the customers not reveal the 
passwords to anyone. Further it is noted that 26.4 percent of the respondents are not aware 
of the fact of changing their passwords frequently. So the users have to be well aware of 
these points before using and to get the maximum benefits out of it. More than 87 percent of 
the respondents are not aware of the phishing attack. But they have taken certain steps as 
advised by their bankers in using net banking. Only the term has not become popular 
among the people. 

As regards utilization, nearly 46 percent of the respondents are not using net 
banking for railway ticket booking. This shows that they prefer personal booking in spite of 
the convenience available in net booking. The reason may be that there are charges levied 
by the Government and banks in ticket booking through net banking. So the banks and the 
Government may consider lowering the charges for railway ticket booking. As regards the 
problem, they view that personal relationship with the banker is being lost in internet 
banking. The banks should take steps to make them understand that this is an unnecessary 
imagination and the banks may be contacted at any time through their customer care 
centers. Further the Chi Square analysis reveals the result that except the age factor, the 
null hypotheses relating to gender, marital status, education, occupation, income and living 
place are accepted. Also to increase the usage of net banking for various payments, the 
concerned vendor may come forward to offer discounts for payments through net banking. 
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